If you would like to write for this, or any other Emerald publication, then please use our Emerald for Authors service information about how to choose which publication to write for and submission guidelines are available for all. Please visit www.emeraldinsight.com/authors for more information.
Introduction
The competitive pressures and the evolving requirements of consumers have required the banks to develop new technologies and tools. Internet banking that has revolutionised the banking industry worldwide is a product of this innovation. In
The current issue and full text archive of this journal is available at www. emeraldinsight.com/1066-2243.htm Internet banking 87 general, Internet banking refers to the use of Internet as a delivery channel for the banking services, including traditional services, such as opening an account or transferring funds among different accounts, as well as new banking services, such as electronic bill presentment and payment, which allow the customers to pay and receive the bills on a bank's website. In India, slowly but steadily, the Indian customer is moving towards Internet banking. A number of banks have either adopted Internet banking or are on the threshold of adopting it. The Indian banks started Internet banking initially with simple functions such as getting information about interest rates, checking account balances and computing loan eligibility. Then the services were extended to online bill payment, transfer of funds between accounts and cash management services for corporate. The banks are using Internet banking technology to meet the ever-increasing competition. It has also emerged as a strategic resource for achieving higher efficiency, control of operations and reduction of cost by replacing paper based and labour intensive methods with automated processes thus leading to higher productivity and profitability.
Internet-based electronic banking is one of the newest and least researched but most promising delivery channel for retail banking services.
No doubt, considerable literature on this phenomenon is available worldwide, but in Indian context, there are only conceptual papers throwing light over the importance of Internet banking and its prospects for the Indian banking industry. The present study aims to quantify the current state and performance of Internet banking in India in terms of various Internet banking services being offered and the factors that drive the development of such services.
Internet banking: literature review
There are numerous papers that sought to study the present status and services of Internet banking internationally (see Table I ), for instance, Egland et al. (1998) , Sathye (1997) , Diniz (1998) , Jayawardhena and Foley (2000) , Furst et al. (2000a Furst et al. ( , b, 2002a , Carlson et al. (2001) , Sullivan (2000 Sullivan ( , 2001 , Chung and Paynter (2002) , Suganthi et al. (2001) , Vijayan and Shanmugam (2003) , Guru et al. (2003) , Jasimuddin (2001) , Awamleh et al. (2003) , Bojinov (2003) , Yeap and Cheah (2005) , Awamleh and Fernandes (2005) , Ayadi (2006) , Hamid et al. (2007) , Floros (2008) , and Thulani et al. (2009) .
These studies investigated the status of Internet banking and banking services offered by Internet banks in developed countries like the US, the UK, Australia, New Zealand, Malaysia, United Arab Emirates and developing countries like Bulgaria, Saudi Arabia, Jordan, Tunisia, Greece and Zimbabwe. Despite the very late adoption of Internet technology in doing transaction online by banking institutions in developing countries, they are very fast catching up with the developed banking systems. These banks have been successful in implementation of introductory phase of Internet banking. However, the adoption of Internet banking services to a large extent is dependent on the value added services they can offer. A very little research exists on the implementation of Internet banking in transition and developing economies. Thus, there is a need to identify the actual status of Internet banking, i.e. how many banks offer Internet banking and what services they are offering, because an average customer will be interested to know whether net banking offers him/her a wide range of services. This study aims at assessing the extent to which Indian banks have adopted Internet banking to take advantage of opportunities in delivering banking . Banks whose websites were not found despite best efforts are considered as banks with no websites, hence non-Internet banks.
. Banks offering only informational sites are considered as non-Internet banks.
For the purpose of present study, 30 Internet banking services have been considered for the purpose of making comparative analysis of Internet banks. Table II gives a brief description of all the 30 Internet banking services and weights (points) attached to each service. In order to measure the level of Internet banking services provided by banks, one point has been given to the bank for an Internet banking service of those shown in Table II , if it was provided by the bank. Using this rule, a bank can score a maximum of 30 points on this index and a minimum of zero. Total score has been calculated for each of the banks by adding the total number of Internet banking services provided by them. After calculating the total score of Internet banking services for each bank, the extent of Internet banking for each bank has been calculated as follows:
Extent of IB of a particular bank ¼ {Total score of the bank/Total no. of IB services considered (i.e. 30 items)} £ 100.
However, it should be noted that the logic behind assigning points to the attributes does not depend on the importance of the attribute nor on the quality of the information provided by the bank. Rather, it provides a measure of the quantity of Internet banking services made available through the Internet to the customers of the banks.
Adoption rates of Internet banks
The survey results reveal that, in July 2008, all the banks in India had websites, of which 51 allowed transactions to be initiated through the Internet, which represents nearly 62 percent of total banks. However, the adoption rates across individual bank categories are not uniform. Adoption rates for transactional websites are highest in public sector and are lowest in foreign banks, thus providing a stiff competition between the private and public sector Internet banks. Among the private sector banks, 
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Subscribe for e-mail or SMS alerts, e.g. for minimum balance etc. Internet banking new private sector banks (100 percent) lead the old private sector banks (61 percent) and among the public sector banks, SBI group (100 percent) leads the nationalised banks (95 percent) in providing Internet banking (Table III) . Tables IV show the websites. In general, foreign and private banks are more likely to offer general view functions of Internet banking except the balance enquiry and interest rates updates, where there is no difference among the categories of the banks.
Analysis of Internet banking services

View-only functions
Action/account control functions
A total of 85.7 percent of the banks reviewed offer the facility of transferring funds between accounts while 83.7 percent of the banks offer the facility of transferring funds between third parties accounts. A total of 59 percent of the banks reviewed provided the opportunity of paying bills to third parties. All the banks irrespective of category have shown a high performance in offering the services of funds transfer and bill payments over the survey period. A look at Internet banking services beyond balance enquiry, funds transfer and bill payment reveals the pattern of what is offered by banks of different categories. As far as the services of providing customer correspondence and change of passwords are concerned there is no difference among the banks during the period of second survey. A total of 96 percent allow the creation or amendment of standing orders and request handlings (cheque book requests etc). A total of 100 percent of foreign and public and 88 percent of banks in private sector offer this service. A total of 51 percent of the banks allow alerts through e-mails or on mobiles. A total of 65 percent of private banks, 67 percent of foreign banks and 38.5 percent of public sector offer this service. Among the public sector banks, poor performance of nationalised banks in offering this service may be attributed to this lower percentage. A total of 88 percent of the banks allow enquiry about status of cheque. Banks have shown a poor performance in the provision of online TDS enquiry.
In general, a stiff competition from private and foreign banks has forced the public sector banks to offer more control functions of Internet banking.
Applying for new banking services
Relatively few banks offer the facility of making application and enabling new services. As the RBI does not permit the banks to allow account opening on Internet, however, at least the customer should be allowed to feed in personal details so that the process is expedited. Only 30.6 percent of the banks allow the customers to feed in personal details for applying to open a new account. A total of 83 percent of foreign and 35 percent of the private sector banks (57 percent of new private sector banks) offer this service. Public sector banks have shown a poor performance in offering this service. None of the banks in SBI group offer this service. A total of 70.6 percent of the private banks and 100 percent of the banks in foreign sector allow the customers to apply online for deposits (fixed deposits, saving deposits etc.). This drops to only 27 percent for the banks in public sector. A total of 32.7 percent of the banks offer online loan applications, among these, 83 percent of foreign banks, 35 percent of private sector and only 19 percent of public sector allows online applications for loans. Thus again providing a hedge of foreign and private banks over the public sector banks. Table IV also contains information on the extent to which particular business linesbrokerage, investments, demat, credit card payments, trading, shopping and insurance services -were offered online. Private sector banks were more likely to offer insurance services, brokerage, trading online and shopping online compared with other INTR 20,1 categories. Some of the Internet banks have also started offering certain new services through Internet banking like tax payment, charity payment and railway ticket booking online. Public sector banks showed a tremendous performance in the provision of the services of tax payment and railway ticket booking online.
More advanced transactions
Corporate Internet banking
Online corporate Internet banking (where businesses use the Internet to manage their bank balances) has been a growth area. This may reflect recognition by banks that business customers can be particularly active users of online banking services and may be among the banks' more profitable customers. The service is available on 77.6 percent of the transactional websites of banks. A total of 100 percent of new private sector banks and banks in SBI group offer this service. Only old private sector Internet banks lag behind in offering this service.
Website privacy statements
Both banks and their customers stand to benefit substantially from the increased ability to collect and analyse information obtained over the Internet. In particular, both can benefit from the collection and integration of large amounts of personal information that enhance the ability of banks to offer a wide range of products tailored to individual demands. But the collection, analysis, and distribution of information raise questions related to protecting personal privacy. A fundamental step many banks are taking to address online privacy is to post a statement of their policies about the collection and use of customer information. The database includes information on the number of transactional banks that had such a statement on their websites (see Table IV ).
More than 90 percent of transactional Internet banks included a privacy policy statement on their websites. Foreign banks were more likely to post an on-line privacy policy than public and private sector banks. Indeed, 100 percent of the foreign banks included on their websites a statement about the collection and use of customer information, and almost 94 percent of private sector banks did so, as compared with 92 percent of the public sector banks. All Internet banks in new private sector and SBI group included on their websites a privacy statement.
To acquire a clearer picture of the typical range of Internet services available at banks of different sizes, two categories of Internet banking services were defined. BASIC Internet banking is defined as the three core Internet banking services: balance inquiry, funds transfer and bill payment. Premium Internet banking is defined as basic plus at least three other transactional services. Table IV shows the proportion of banks by bank categories that offer only basic services to those that offer premium Internet banking products. Almost 83 percent of Internet banks in foreign sector and nearly 47 percent in new private sector offer basic as well as premium Internet banking services. On the other hand, 61 percent of Internet banks in public sector offer basic Internet banking services, while only 42 percent offer premium services. A noteworthy result emerges in SBI group. All the Internet banks in SBI group offer basic services, while a very few offer premium services. It means that although public sector banks can establish an online presence, they remain less likely to compete with foreign and new private sector banks on the basis of the range of offerings. To the extent that the variety of products is a key to attracting and maintaining a strong customer base, public sector banks may be at a disadvantage. 
Internet banking
Extent of Internet banking services
Factors affecting the extent of Internet banking services
Depth of adoption is a relatively new construct defined as the extent to which a firm exploits an innovation's potential technological capabilities (Cooper and Zmud, 1990; Ettlie and Reza, 1992) . After exploring the various Internet banking services offered by Internet banks factors, the next step is to investigate factors that explain which banks choose to offer a relatively wide range of Internet banking services. The purpose of this section is to explore the factors that affect the extent of Internet banking services being offered by Internet banks.
The sample consists of 51 banks that are providing Internet banking services in India in July 2008 (as per the results explored in Table III) . Hence, the banks that had not adopted Internet banking or providing informational websites only were dropped. The financial data have been compiled as on 31 March 2007.
Explanatory variables
Multiple regression analysis has been used to find the factors affecting the banks' extent of Internet banking services. The dependent variable in the regression analysis is extent that shows the extent of Internet banking services offered by each Internet bank (see Table V ). Definition and hypothesis development for the variables incorporated in the study are discussed below.
7.1.1 Size. Size is an important variable affecting the banks' decision to adopt a wide array of Internet banking services. This is partly because it is relatively easy to observe and partly because it is typically taken as a proxy for all kinds of things: large firms are sometimes thought to be more capable (they may have higher quality or more technically able people on their staff, they may be freer from financial constraints, they may have market power or be more inclined to strategically pre-empt smaller rivals, they may have economies of scale and scope in R&D activities and in the application of their results and being able to take greater risks, the new innovation may be complementary with other activities they undertake or be capable of being applied to a wider range of activities than would be the case if the adopting firm were specialised, and so on) and for this reason, they may use innovations more intensively (i.e. on a large scale) and so earn more profits from adopting than smaller firms would. Thus, the expected sign is positive on this coefficient. The coefficient of age is expected to be negative, because new banks are more flexible, do not have a legacy system to deal with and face smaller managerial obstacles to the adoption of the new technology. New banks may find it cheaper to install Internet banking technology in a package with other computer facilities compared to older banks that must add Internet banking to legacy computer system (Ang and Koh, 1997; Sullivan and Wang, 2005) . Giunta and Trivieri (2004) also propounded that the younger firms prove more ready to embrace innovative developments.
7.1.3 Experience. It is plausible that banks will expand their services as they gain experience in offering Internet banking. Hence a variable, experience, has been included, which represents the number of years since the bank adopted Internet banking. The variable may be considered a crude proxy for both accumulation of experience in general and reductions in the perceived risk of investments in Internet banking in particular. Hence, the Internet banking experienced banks would be expected to offer a wide array of Internet banking services. The expected sign on this variable is positive.
7.1.4 Deposits. Sullivan (2000) argued that a bank can generate a large number of Internet transactions if it has a sizeable customer base. As a proxy for customer base, deposits of the bank has been chosen. On the other hand, Furst et al. (2002a) have shown that among Internet banks, those that place less emphasis on traditional funding tend to offer a wider range of Internet banking services, which is consistent with a more innovative business approach. Therefore, the sign expected on this variable is ambiguous.
7.1.5 Type of bank. To account for nature of bank category, dummy variable private is included which takes the value of 1 if the bank happens to be a private bank (whether domestic or foreign) and takes a value of zero otherwise. The expected sign on private is positive as the banks with private ownership are supposed to offer a wide range of Internet banking services.
The explanatory variables with their labels and expected signs that have been used to explain the relationship with the extent of Internet banking services are given in the 
The model
Multiple regression analysis has been used to find the factors affecting the banks' extent of Internet banking services. The dependent variable in the regression analysis is extent that shows the extent of Internet banking services offered by each Internet bank. Following model has been used to examine the relationship between the extent and the other explanatory variables affecting it:
where EXTENT i is the measure of range of Internet banking services for bank i . In separate analyses of various bank categories, ownership dummy (private) will not be included, hence, the regression equation (1) will be modified as:
The parameters are estimated by the method of ordinary least square (OLS). Table VII presents the results of the multiple regression model, both for all banks and for banks under public (further categorised into nationalised and SBI group), private (further categorised into new private and old private) and foreign banks.
The results
Looking at results for all banks first, larger banks offer a wider range of Internet banking services than small banks. As expected, the coefficient on experience is positive, indicating that banks with greater experience in Internet banking offer a wider range of services. A very noteworthy result is with regard to deposits. The statistically significant negative coefficient on deposits indicates that, among Internet banks, those that place less emphasis on traditional funding offer a wider range of Internet banking services, which is consistent with a more innovative business approach. Age did not turn out to be a significant variable affecting expanded Internet banking services. The statistically significant positive coefficient on private indicates that private banks including foreign banks offer a wide range of Internet banking services in comparison to public banks.
However, the results of the regression estimation are not similar for the bank categories sample to those for the all-bank sample. In case of public sector banks, only size of the bank is significant variable. All other variables are found to be insignificant. In the sub-category of nationalised banks, none of the variables turned out to be significant. In case of SBI group banks, banks that are large, are more inclined to offer a wide range of Internet banking services. In case of private (domestic) banks, as expected, size of the bank is positive and significant showing that large banks offer a wide range of Internet banking services than small banks. All other variables are found to be insignificant. In the sub-category of private banks, none of the variables is found to be significant. In case of foreign banks, all variables are found to be insignificant.
Conclusions
Internet banking has remained a nucleus issue of various studies all over the world. However there has constantly been a literature gap on the issue in India. The purpose of this paper is to help fill significant gaps in knowledge about the Internet banking landscape in India. The paper presents data, drawn from a survey of commercial banks' websites, on the number of banks that offer Internet banking and on the products and services they offer. The survey results reveal that, during the period of July 2008, 82 banks in India had websites, of which 51 allowed transactions to be initiated through the Internet in one form or the other, which represents nearly 62 percent of total sample banks. Most of the market is still untapped in India. The gap exists due to low adoption of Internet banking by old private sector and foreign banks. Private sector banks particularly new private banks and foreign Internet banks lead public sector Internet banks in offering a wide range and more advanced services of Internet banking. As most of the banking institutions in India have only recently started to offer Internet banking, there is a lot of scope for these institutions to expand their Internet banking services to have a more sophisticated customer base. It should also be remembered that only quantity of services will not serve the purpose, unless it is accompanied by quality also.
The rate at which innovations are adopted by firms constitutes an important part of the process of technological change. After adopting a new technology, an important decision emerges before the firm management, i.e. the extent to which the capabilities of the new technology will be exploited -labelled as "depth" of adoption. The decision is impacted by a number of influences, notably individual, organisational, technological and environmental and being aware of these factors and their importance is a potential decision opportunity for firm management. Through this study, an effort has been made to identify various bank characteristics which affect the extent of Internet banking services offered by Internet banks and being aware of these factors and their importance is a potential decision opportunity for bank management.
The results of multiple regressions, examining the factors affecting the extent of Internet banking services, revealed that among banks that offer Internet banking, larger banks and banks that have offered this service for a longer time offer a wider range of services over the Internet. Large banks have more aggressive plans to offer Internet banking services in the future than smaller institutions. Also, banks relying less on deposits for financing, offer a wide range of services over the Internet, which is consistent with a more innovative business approach. Private banks offer a wider range of Internet banking services. Among various bank categories, size of the bank is the most prominent variable affecting the extent of Internet banking services.
